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Abstract
This paper reports the improvements on the student service delivery of the University of the Philippines Los Baños
- Office of Student Affairs (UPLB OSA) from 2012-2017 through the use of information technology (IT). UPLB-OSA
is the lead service institution for students that aims to provide globally competitive programs and services that
empower students in meeting their psychosocial, emotional, financial, and academic needs. Since 2012, OSA has
been incorporating information and communication technology in the delivery of its services. These initiatives aim
to address the challenges experienced by the office due to low resources, limited number of staff members, and
increasing client population. The Office of Student Affairs Management (OSAM) System started as a system that
automates the student organization recognition process. From there, the OSAM system grew to automate other
OSA services. The systems developed by OSA significantly reduced the time it takes to serve the students by as
much as 70%, saving thousands of man hours yearly. OSA develops its own systems and makes use of already
available and low-cost equipment for its queuing system, application processing system, and QR code scanners,
among others. Through OSA's Centralized Help Desk, students can send their inquiries by sending a text message,
Facebook chat message, an email message, or a Twitter direct message or tweet. OSA designs its systems to
reduce paper usage as it strives to be a paperless office. As of 2016, OSA has already saved over 100,000 sheets of
paper since 2012 representing an 80% reduction. All of these helped OSA efficiently serve more than 15,000
clients with the least possible cost. Through the use of information and communication technology and other
innovative practices, OSA has streamlined various processes and shortened steps to its various services
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Introduction

Staff members also spend a significant
amount of time manually reviewing and
checking the forms submitted to the office
such as student loan forms and daily time
records of student assistants. Whenever
the students have to be contacted
regarding lacking documents or incorrect
entries or data in their forms, the OSA staff
members would use their personal mobile
phones. According to one of the OSA staff
members, while they already spend their
personal money on load credits, they also
broadcast their personal numbers to the
students.

Since its establishment in 1960, the UPLB
Office of Student Affairs has been offering
services that cater to the students’
academic, financial, emotional, and
psychosocial needs. However, with limited
resources, increasing client population, and
limited number of staff members, OSA
faces the challenge of serving its clients
efficiently.
One of the problems encountered by OSA is
the long queues, particularly before and
during the enrollment period in the
university when students apply for tuition
loans and line up for an interview regarding
their socialized tuition application. Before,
students line up as early as 4:00 a.m. at
OSA to make sure that they are
accommodated and served during the day.
While some have to skip classes, others
have to come back the following day (UPLB,
2013).

With limited resources, OSA cannot hire
additional employees to attend to its clients
and purchase equipment and predeveloped computer applications to
improve its services. Thus, OSA explored on
developing its own computer applications.
The development started with OrgsUP, a
computer system that automates the
recognition of student organizations
(Jordan, 2013). Seeing the effectiveness of
this system and the possibility of
automating other services, OSA created the
Communication
and
Information
Technology (COMMIT) unit in 2013 to
regularly
analyze
the
processes
implemented by the office and recommend
service enhancements. Upon approval of its
proposals, COMMIT developed IT systems
using free and open-source software.

Another challenge for OSA is database
management - the keeping and retrieving
of hard copy documents have been very
difficult. Thousands of printed application
forms and attachments are submitted by
students to OSA for services such as
socialized tuition, student assistantship,
loans, and organization recognition. Not
only do these papers use up office space,
they are also prone to damage due to
exposure to changes in temperature,
humidity,
and
lighting
conditions,
atmospheric pollutants, and insects that
eat papers (Maravilla, 2008). Through the
years, and as the documents pile up, the
challenging task of properly keeping the
files and retrieving them get more and
more difficult.

This paper reports how UPLB OSA used
information
and
communication
technology in the delivery of its services.
These practices can be utilized as guide for
efficient and effective delivery of services
for the welfare of the students.
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APPLICATION OF IT IN THE DELIVERY OF
STUDENT SERVICES

Link-App: Linked Independent Kiosks for
Application Processing

Technologies developed in support of the
delivery of OSA’s services

Due to the intermittent Internet connection
and frequent power interruptions in UPLB,
OSA staff members are not able to process
loan applications continuously through the
OSAM System. Thus, OSA developed LinkApp, a component of the OSAM System
which
is
composed
of
several
interconnected computers that are not
heavily reliant to the Internet (AbriolSantos, 2013).

OSAM System
In 2012, UPLB OSA started its information
technology and automation initiatives
through the development of OrgsUP, an
automated organization recognition system
that was used by the Student Organization
and Activities Division (SOAD) to manage
the records of recognized UPLB student
organizations. Eventually, the Office of
Student Affairs Management (OSAM)
System was conceptualized and developed.
The OSAM System utilizes information and
communication technology, the Internet,
and the World Wide Web to aid in the
efficient and effective delivery of OSA
programs and services. Its features include
the appointment system, automated
organization
recognition
(OrgsUP),
automated loan application and processing,
automated SA application and salary
processing, quick report generation, offlineable systems, and mobile services, among
others.

Even with power interruptions and Internet
outages, the OSAM System will continue to
function.
Battery-powered
laptops
provided by the office were used and a
caching mechanism was implemented in
the OSAM System to allow staff members
to continue making transactions. Thus,
students are able to transact with the office
regardless of the availability of electricity
and Internet. The use of a caching
mechanism helps speed up transaction
processing
because
resources
are
preloaded. This is preferred for on-demand
transactions because the transaction time
will be minimized (Saikaew, 2009;
Lohgaonkar & Sharma, 2012).

Information technology is applied to offices
to increase the productivity of the workers.
It can play a major role in the easiness and
promptness of information communication
and effective formation of advanced
communication channels. Utilization of this
system can bring about positive effects and
improvement of the organizational
communications (Javid et al., 2015).

SMS Trunkline
Short message service (SMS) technology
started in 1992 (Ericsson, 2012). Decades
have passed but SMS is still widely being
used in the Philippines by more than 100
million subscribers as of 2013 (Evans,
2013).
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SMS Trunkline was developed by OSA as a
result of a service failover. UPLB often
encountered power interruptions and
Internet problems in 2013 (Abriol-Santos
and Magno, 2014). Since the mobile
Internet provided by mobile carriers is slow
because there are insufficient 3G cellular
sites, COMMIT devised a way to
communicate with its servers through SMS
(Abriol-Santos and Magno, 2014). The
research was continually explored by
COMMIT, leading to the development of
more tools used to transact with the OSA
servers.

staff members are able to use the SMS
service using their computers.

Before the development of SMS Trunkline,
staff members used their personal mobile
phones to contact students. Though
effective in conveying information, the staff
members used their personal load credits
and broadcasted their personal mobile
numbers. Since staff members have
different mobile numbers, OSA has no
single trusted mobile number and the
students won’t be able to verify if the text
message that they receive is legitimate or
not.

Figure 1. SMS sent by OSA Staff Member
through Computer and SMS Received by the
Student.

Integrator: OSA’s Centralized Help Desk
Traditionally, students having concerns
regarding OSA services personally go to the
office during office hours. However, when
OSA got its own email services
(@uplbosa.org), OSA started its email
helpdesk to allow students to send their
inquiries and receive responses via email .In
order to engage more students, COMMIT
developed the centralized helpdesk of OSA
which unifies several communication
channels into one user interface in the
OSAM System. Students can now
communicate with OSA through email,
SMS, Facebook, and Twitter. The staff
members only have to go to a single web
application interface in order to read and
address the inquiries (Abriol-Santos, et. al.,
2017). Figure 2 shows the centralized help
desk of OSA.

When the SMS Trunkline was developed,
staff members were able to send text
messages to students using their
computers and the centralized SMS
software. These messages are more
credible since all of them come from a
single mobile number. At the same time,
staff members need not know the updated
mobile number of the student because the
system allows staff members to specify
only the student number while the system
queries the database for the student’s
updated mobile number (Abriol-Santos and
Magno, 2014). Figure 1 shows how OSA
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photocopy
of
their
co-debtor’s
identification card (ID) while student
assistant (SA) applicants were required to
submit a photocopy of their matriculation
forms. These policies resulted in thousands
of paper submitted in the office. These
papers use up a lot of space in the office
and no matter how they are stored, they
are always prone to wear and tear.
With the new process, loan and SA
applicants generate their application forms
through the OSAM system. Loan applicants
need only to present the original ID of their
co-debtor instead of submitting a
photocopy. Staff members then take a
photo of the co-debtor’s ID using cheap
web cameras. SA applicants, on the other
hand, no longer need to submit a
photocopy of their matriculation forms.
Instead, they only need to present their
matriculation forms for scanning.

Figure 2. Centralized help desk user interface.
The centralized help desk shows the inquiries
sent by the students through Facebook, SMS,
Email, and Twitter. The help desk also contains
the resolved and pending inquiries, the sent
messages, and the desk notes, a guide on how
to answer the inquiries.

Reduction of Paper Usage
Automated Form Processing

through

In 2012, OSA developed a software that
automates the process of organization
recognition. Instead of submitting hard
copies of 30-page forms, student
organizations only need to update their
membership online using a web application
(Jordan, 2013). Upon submission of the
application, the student organizations have
to submit a one-page form certifying the
correctness and completeness of the
documents submitted online. Staff
members then verify the submitted data
online before granting the recognition
status to the organization.

As a result of the changes in the policies of
OSA, more than 100,000 sheets of paper
were saved from 2012 to 2016 representing
an approximately 80% decrease in paper
use. This was computed based on the
number of papers used before and after
the implementation of the OSAM system.
According to Thomson Reuters (2009),
creating a paperless environment is an
essential step towards staying current with
developing technologies and remaining
competitive in a rapidly changing
profession. Weber (as cited in Jubb 2015)
defines paperless as a shift from a paper
file to an electronic one. It is not about
becoming entirely paperless; it is about
reinventing the legal process digitally. The
focus should not be on removing every
piece of paper from the office, but rather a

With the previous policies in availing
student loans and applying for the student
assistantship program, as indicated in the
2012 loans and student assistantship forms,
loan applicants were required to submit a
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shift to improving access to information,
reducing physical storage requirements and
increasing
overall
productivity
and
efficiency. Moreover, she mentioned that
when everything is stored electronically,
the future options for using that
information for the benefit of the clients
will increase and the need for paper will
decrease.

During the registration period, a student
can text QUEUE to check how many more
clients will be served before his/her queue
number is called, or text PILA to check how
many clients have already queued at OSA.
The response of the OSAM System when
the keywords are sent to the OSA’s mobile
number is shown in Figure 3. This allows
students to manage their time while they
wait to be served and schedule appropriate
time for visiting the office. Based on the
data generated from the OSAM System,
more than 2000 students retrieved the
number of people lining up at OSA by
texting QUEUE and PILA since the queueing
system was launched during the first
semester of academic year 2016-2017. This
is also shown in Figure 7.

Before 2013, students applying for the
Socialized Tuition and Financial Assistance
Program (STFAP) had to endure long
waiting lines in order to have their forms
processed. Some of them even line up as
early as the break of dawn. To address this
problem, OSA developed the online
appointment queuing system. Students
only needed to set and confirm their
appointment online so they have the
assurance that they will be accommodated
when they come to the office. Because of
the appointment system, the queue for
STFAP applicants was shortened and the
waiting time was reduced (UPLB, 2013).
This significantly increased the number of
students who availed of the service. Prior
to the appointment system, less than 4,000
students applied for ST in all five batches
while after the appointment system, 4,656
were noted in the third batch alone (UPLB,
2013).

Figure 3. SMS services of OSA during
registration period: PILA (left) and QUEUE
(right)

Real-time Data Retrieval and Notifications
through SMS

Students who applied as student assistants
were also notified of the approval of their
appointment indicating the effectivity
(Figure 4). They were also advised if their
salary has been credited to their bank
account, specifying the amount of their
salary (Figure 5). Moreover, students who
availed loans were advised regarding the
deadline for payment (Figure 6).

Through the SMS trunkline, OSA is able to
provide students with updates on the
number of people lining up in the office,
the status of student assistants’
appointments and salaries, and the
deadline of loan payments, to name a few.
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Figure 4. SMS services of OSA for approval of SA
application and Start of Appointment
Figure 6. SMS services of OSA as reminder for
SLB payment deadline

Figure 7 shows the number of students
availing of the real-time data retrieval
service of OSA since the service was
launched in 2014. Most of the students
utilizing this service want to know the
status of their salary as student assistant.
Student assistants can retrieve the
information about their salary by texting
SWELDO to OSA’s mobile number. This
allows them to know the status and the
amount of salary that they should receive
for the month. More than 2,000 students
retrieved the number of people lining up at
OSA by texting QUEUE and PILA since the
queueing system was launched during the
first semester of academic year 2016-2017.

Figure 5. SMS services of OSA for informing
students of the availability of their SA salary
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System displays the loan information of the
student. The loan processing system also
allows OSA to instantly produce on-demand
data such as live number of applicants.
Four OSA staff members can process
around 500 forms in a day through the
OSAM System whereas eight staff members
can only process 300 forms manually in a
day (Abriol-Santos, 2013).

Figure 7. Number of Clients who availed SMS
data retrieval services. This data was generated
through the OSAM System.

Automated Loan Processing
In 2012, about 50% of the student
population applied for student loans and
only three staff members were assigned for
the loan program (Abriol-Santos, 2013).
Each transaction took about 8-10 minutes.
This caused very long waiting lines.
Additionally, human errors such as
calculation problems and inadvertently
writing the incorrect amount on the form
were inevitable. Some students even had to
go back for recomputation.
The OSAM System facilitated computing
and encoding of data. This significantly
reduced errors and eliminated the need for
data encoders. Figure 8 shows the interface
used by students to avail a tuition loan and
the system-generated application form. The
students encode the data that will be
included in the application form thus the
reduction of data encoding. Figures 9 and
10 show the user interface of the OSAM
System whenever staff members process
the loan applications. The QR code in the
loan application form is scanned using
cheap web cameras, then the OSAM

Figure 8. The Student Loan Board Interface and
the Student Loan Board Application Form. This
image is used with permission from AbriolSantos (2013) and the Philippine Society of
Information Technology Educators.
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month. In the past, staff members check
each DTR entry to make sure that all entries
are valid and do not conflict with the
student’s class schedule nor the actual
work days.
Because of limited staff members, it took
OSA three to four weeks to finish checking
all DTRs. Only after checking all DTRs are
the documents submitted to other offices
for other salary disbursement procedures
(Personal Correspondence, 2012).
After the generation of DTR became
available in the OSAM System, the system
automatically checked that there are no
class and work schedule conflicts and gave
accurate total work hours. Presently, staff
members can process all DTRs in OSA in
just one day from three to four weeks. The
interface used by students to generate
their DTRs and the DTR generated by the
system are shown in Figure 11.

Figure 9. Scanning of QR code of the submitted
SLB application form. This image is used with
permission from Abriol-Santos (2013) and the
Philippine Society of InformationTechnology
Educators.

Figure 10. The OSAM System displays the loan
application information of the student as well
as the information and the scanned ID of the
student’s co-debtor. This image is used with
permission from Abriol-Santos (2013) and the
Philippine Society of Information Technology
Educators.

Automated Student Assistantship Salary
Processing
Figure 11. The Student Assistantship Portal and
a System-Generated Daily Time Record.

Student assistants in the university submit
their daily time records (DTR) to OSA every
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Quick Response (QR) codes were used to
uniquely identify each document. QR codes
were used instead of barcodes because QR
codes can store more information.
COMMIT designed the OSAM System to be
able to read QR codes using cheap web
cameras attached to computers. Similar to
grocery store cashiers, staff members are
able to process documents by simply
scanning the QR code using the USB web
camera (Abriol-Santos, 2013).

OSA created its Facebook page to reach out
to the UPLB students. As of 2017, OSA has
more than 15,000 followers in Facebook
and more than 3,000 followers in Twitter.
Coleman (2013) regards that social media
can be considered as a primary source of
information. Because of the projected
success of social media in the future, many
organizations use social media to
disseminate information as well as interact
with its clients. Recognizing this, OSA took
advantage of Facebook and Twitter to
disseminate the information about its
programs and services to students.

Streamlining of the issuance of study
permits and certification for international
students

Figure 12 and Figure 13 show the monthly
engagements of OSA’s Facebook and
Twitter pages in 2017, respectively. Social
media engagement is a measure of the
number of actions done by users or
followers on a social media page. This
includes reactions, shares, clicks, and posts
and photo views. The most number of
engagements in OSA’s Facebook page was
on July and August 2017, during the
registration period of First Semester A.Y.
2017-2018. Meanwhile, the number of
engagements in OSA’s Twitter page
dramatically increased starting August
2017. This is mainly due to the
development of OSA’s Twitter help desk.
OSA was able to engage more Facebook
than Twitter users mainly because OSA’s
Facebook page has more followers than
OSA’s Twitter account.

International students now have the option
to request for study permits and
certifications online through their OSAM
account. Instead of multiple visits to the
office for requesting and claiming of
documents, international students will only
need to visit OSA to claim their permits or
certifications.
Utilizing the Different Technologies and
the Web for Advertisement, Data
Collection, and Feedback Collection
Web and Social Media Presence
Before the establishment of OSA’s website
and social media accounts, event posters
and university announcements were
regularly posted on the physical bulletin
boards located at OSA. Since only those
students who visit OSA were able to see
these announcements, OSA developed its
online bulletin board. Posts in the physical
bulletin boards are also uploaded online so
more students will be able to see the
announcements.
In 2013, Facebook recorded a total of 1.19
billion registered users. In the same year,
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Figure 14. Monthly organic impressions of
OSA’s Facebook page posts in 2017

Figure 12. Monthly organic engagement of
OSA’s Facebook page in 2017.

Figure 15. Monthly organic impressions of
OSA’s Twitter page in 2017
Figure 13. Monthly organic engagements of
OSA’s Twitter page in 2017

Crowdsourcing and Outsourcing

Figures 14 and 15 show the number of
impressions on the posts in OSA’s Facebook
and Twitter pages. Social media impression
is the number of times that a post appears
on a user’s news feed. This indicates the
extent of reach of the posts. In 2017, the
average impressions in OSA’s Facebook
page is 225,754 while the average
impressions in OSA’s Twitter page is
22,701. This means that OSA’s Facebook
posts has reached more people that it’s
Twitter posts.

One of the problems OSA experiences is
limited funding and limited number of staff
members. Thus, OSA cannot afford to hire
data encoders. With so much information
to encode and with a limited number of
staff members, OSA devised techniques to
involve its clients, mostly students, in the
process of populating the data in the OSAM
system. Tasks such as encoding of student
profiles and daily time records were
distributed to the clients. This method is
called crowdsourcing.
For instance, instead of hiring a data
encoder to encode a filled out application
form, OSA lets the students encode their
own data and OSA staff members just verify
the information encoded by the students to
complete a transaction.
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Similar to crowdsourcing, outsourcing is
letting a third party do the work for OSA for
a small fee. OSA tried maintaining its own
local servers in 2012. These local servers
are exiting desktop computers of OSA that
were converted into application servers.
However, OSA cannot guarantee service
availability because there are no staff
members on duty at night and during the
weekends. OSA, thus, decided to pay a
cloud service provider to host its systems.
OSA was able to pay for the cloud service
through sponsorships from private
companies. In exchange for the cloud
hosting service, OSA allows them to put
their advertisements on the OSA website.

Continuous feedback collection

Online Database of Student Profiles

Students who worked as SAs in the
previous semesters were also asked to
answer a survey online about their work
experience before they get to apply again
as SAs. This allows the office to monitor
compliance to the SA guidelines and solicit
the SAs’ suggestions on how to improve the
SA program. Moreover, OSA opened text
lines so students can send their comments
and suggestions through SMS.

Realizing that receiving feedback from
clients can improve the performance and
services in the office, OSA made use of its
information
and
communication
technology (ICT) resources to gather the
comments and suggestions of its clients.
Through the OSA helpdesk, students who
inquire through Facebook messenger are
encouraged to rate OSA through the ratings
and reviews feature of Facebook pages.
This allows the students to indicate their
level of satisfaction with the OSA services
and make comments and suggestions to
the office.

Prior to the development of the OSAM
System, divisions under OSA collect profiles
of each student individually and file them in
filing cabinets. This results to redundant
work for the students and the staff
members. As enrollment increases in the
university, student profiles on paper also
increased.
After the development of the OSAM
System, OSA only collects the profiles of the
students once and all the profile
information of all the students become
available to all divisions.

OSA also collects feedback from clients
through survey forms. Aside from the
ratings using indicators best, better, good,
fair and needs improvement for the
services rendered and trainings attended,
clients’ comments and suggestions were
also solicited. This initiative permits the
office to monitor and maintain its programs
and services toward efficient and effective
management and implementation.

In addition, when a student updates his/her
profile, he/she only accesses and edits it
through the OSAM system. Then, all OSA
divisions will have access to the updated
profiles. Because of the centralization, upto-date information are easily accessed by
OSA staff members.

OSA Helpdesk
Before 2011, students either had to call
OSA through its landline numbers, send
email messages to the office, or visit OSA to
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inquire about its services. Now, the
students no longer have to drop by the
office for OSA-related inquiries. They can
send their inquiries via email, text message,
Twitter direct message, or Facebook chat.
OSA staff members can view and answer
SMS, Facebook, and email inquiries in one
interface.

communicate in the Philippines and is
evident in UPLB (Chico, 2015).
One of the features of OSA’s helpdesk is
expandability. This allows OSA to
implement new media of communication
without having to make major changes in
its systems. In 2015, OSA opened its
Facebook
Page
at
www.facebook.com/uplbosa
to
allow
students to send their inquiries as a chat
message. Once OSA receives this message,
it goes to the centralized help desk where
staff members can respond to the inquiry.
Because of the Helpdesk, it became more
convenient for students to inquire at OSA,
and easier for staff members to document
students’ inquiries. Use of systems, such as
this, allow people to communicate even if
they are geographically separated (Velev
and Zlateva, 2012). Figure 16 shows how
Helpdesk staff see Facebook messages sent
by students.

The OSA Helpdesk started with the creation
of an online inquiry service in 2011, the
“magtanong” in OrgsUP, which allowed
students to send their inquiries to OSA
provided that they have access to the
Internet. In 2012, OSA made use of SMS to
notify students once their inquiries have
been addressed (Abriol-Santos, 2013).
The SMS service was then expanded in
2013. By this time, students could send
their inquiries through text message and
expect a response within the day. Because
of the popularity of SMS, it was regarded as
the fastest and most convenient way to

Figure 16. The OSA Helpdesk Interface.
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Figure 17. The number of inquiries received by the centralized helpdesk through Email, SMS, Facebook,
and Twitter from June 2014 to December 2017.

Figure 17 shows the number of inquiries
received by OSA from June 2014 to August
2017 through email, SMS, and Facebook.
The number of inquiries increase as the
number of communication channels are
added to the centralized helpdesk. This
way, OSA is able to engage its clients by
utilizing the available communication
channels.

feasibility, develop sustainability in the
office environment, and create proper
advantages.
The software development initiatives at
OSA take into consideration the availability
of staff and resources. Thus, OSA deployed
cost-effective systems that aim to process
transactions in a timely manner even with
limited number of staff members and
resources. This is evident in the systems
used presently by OSA because more
students are accommodated in a shorter
period of time.

Conclusion
By developing systems that aim to
automate work, OSA is on its way to
providing globally competitive programs
and services that empower students in
meeting their psychosocial, emotional,
financial, and academic needs. Reddy (n.d)
affirmed in his article that the use of an
automation system in the office can reduce
workload, promote multitasking, boost

Data encoding problems were significantly
reduced because OSA lets students be
responsible for their own personal data.
Staff members only verify information
encoded by students.
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A lot of process bottlenecks involving
student transactions at OSA’s level were
resolved. However, the processes are still
occasionally affected by issues such as
government accounting policies, auditing
requirements, and overloaded staff
members at other service offices.

stakeholders and policy makers for future
undertakings. The initiatives can be used as
guide in program, project, and activity
planning, implementation, and evaluation
(Baker et. al, 2014).
The administration should allocate
adequate resources for sustainability and
proliferation of the initiatives. Permanent
or stable human resources or manpower
that will continue and monitor the
initiatives are also vital.

OSA considers the challenges it faces on
limited resources (such as funding and
equipment), limited number of staff
members, and increasing client population
as opportunities for the improvement of its
services to UPLB students, faculty, and staff
members. With the use of information and
communication technology and other novel
practices, it has streamlined various
processes and shortened steps to its
various services. UPLB OSA continues to
look for ways to enhance its delivery of
services for the welfare of the Iskolar para
sa Bayan.

Based on the documentation, the following
are the authors’ recommendations:
1. There must be collaboration of efforts
among the members of the OSA executive
committee, Office of the Vice Chancellor
for Academic Affairs, and other offices in
the university to continuously improve the
resources
(i.e.
manpower,
money,
machinery) of OSA needed in the effective
and efficient delivery of programs and
services to the university populace.

Aside from improving the delivery of
services, OSA has been proactive in crafting
programs and services that aim to help
address the needs of the students and the
community. Through these, and with the
help of ICT, OSA was able to engage more
students and clients.

2. Since technology continues to develop
rapidly, allocation of sufficient budget for
upgrading of equipment and facilities
should be highly considered.
3. Personal development of the staff in charge
for advancement of knowledge and skills
may be necessary.

Recommendations

4. Inclusion of practices and initiatives of
other student affairs offices of other
universities in student services delivery for
future research.

The documentation of these initiatives will
provide baseline information and lessons
learned not only for OSA but also for other
units in the university. It will be useful for
the efficient and effective implementation
of programs and services for the welfare of
the students. It can be used to assess the
strengths and limitations of a program,
service, or activity as well as to identify
areas for improvement. It also presents
information relevant to different

5. Further evaluation of the IT initiatives of
OSA can be done to assess the
effectiveness, efficiency, sustainability,
feasibility, relevance, ethical soundness,
and replicability of the system.
6. The Technology Acceptance Model 3
(TAM3) and the Unified Theory of
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Acceptance and Use of Technology (UTAUT)
can be used to further evaluate the
information technology initiatives of OSA,
especially the OSAM system. TAM3
determines the perceived usefulness and
ease of use of a system. UTAUT predicts the
behavioral intention of the users of the
system by assessing the performance
expectancy, effort expectancy, social

Tucker, E; and Wardlaw, M (2014). Best
Practices in Nutrition Education for low-income
audiences. Department of Food Science and
Human Nutrition, Colorado Univ. Retrieved 21
March
2017
from
https://
snap.nal.usda.gov/snap/CSU Best Practices.pdf
Chico, M.L.D. (2015). Towards an Effective and
Efficient Service Delivery to Today’s Iskolar para
sa bayan: Understanding UPLB Student
Organization Members and their Use of
Interactive Communication Platforms, UPLB
Centennial Professorial Chair Lecture on May
18, 2015.

influence, and facilitating conditions
(Lai, 2017).
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